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ABSTRACT 

Ocean carrier acts as the major player in sea transportation across the borders. In 

Thailand, there are many criteria for ocean carrier service selection. There is no 

benchmark as each carrier has its different characteristics in 'Willis of payment tei ns,  

loading terms, Inco  terms, as well as routing services. 

This research was conducted to perform a hypothesis test on the relationship between 

ocean carrier selection criteria and the customer intention to choose ABC Company 

service. There are seven factors for ocean carrier selection criteria: Freight rates, 

Customer Service, Operation, Reputation, Infrastructure, Schedule, and IT and 

Communication. In addition this research also tested the perception of each variable 

between shippers and freight forwarders. 

A questionnaire survey was applied as the methodology. The data was collected from 

303 customers of ABC Company itself, including both shippers and freight 

forwarders. The respondents are all located in Bangkok area and support ABC 

Company under Cost Insurance and Freight Inco  Tenn with Full Container Load 

(FCL)  export shipment. The study showed that Reputation is the most influential 

factor for customers in selecting carriers and this applies to both shippers and freight 

forwarders. The analysis also revealed that Customer service and IT and 

Communication of ABC Company were perceived differently by each customer 

groups. In summary, customers select well-known ocean carrier service providers by 

evaluating all aspects. They do not make decision based on just single competitive 

advantage such as competitive freight rates, or short transit time service. Therefore, 

instead of improving only one function, ocean carrier's companies need to enhance 

overall performance to match with customer requirements and sustain its long term 

business. 



TABLE OF CONTENTS 

Page 

Committee Approval Form .......................................................................................  

Declaration of Authorship Form ......... ii 

Advisor's Statement ........iii  

Acknowledgement ......................................................................................................  iv 

Abstract ........................................................................................................................  

Table of Contents ........ vi 

List of Tables ........ix 

List of Figures .............................................................................................................  

Proofreader Form ........xi 

Chapter I: Generalities of the Study 

1.1 Background of the Research ............1 

1.2 Statement of the Problem ........... 3 

1.3 Research Objectives  ........... 4 

1.4 Scope of the Research ........... 4 

1.5 Significance of the Research ............5 

1.6 Limitations of the Research ............5 

1.7 Definition of Terms ........... 5 

Chapter II: Review of Related Literature 

2.1 Carrier characteristics and Responsibilities ............8 

2.2 Selection Criteria toward ocean carrier ..........10 

2.2.1 Freight rates ..........10 

2.2.2 Customer service ..........10 

2.2.3 Operation ..........11 

2.2.4 Reputation ..........11 

2.2.5 Infrastructure ..........12 

2.2.6 Schedule ..........12 

vi 



2.2.7 IT and Communication ..........12 

2.3 Conceptual Framework .........17 

2.4 Research Hypotheses ..........17 

Chapter III: Research Methodology 

3.1 Research Design .........19 

3.2 Target Population .........19 

3.3 Research Tools .........20 

3.4 Reliability of Pre Test .........21 

3.5 Data Collection Process .........21 

3.6 Data Analysis  .........21 

3.6.1 Descriptive Analysis .........22 

3.6.2 Multiple Regression Analysis .........22 

3.6.3 Independent Sample T Test Analysis .........23 

3.7 Summary .........23 

Chapter IV: Presentation and Critical Discussion of Results 

4.1 Sample Profiles 
.........

24 

4.2 Hypotheses Testing  
.........

26 

4.2.1 Relationship between seven Independent variables and Customer Intention to 

select ABC Company service 
.........

26 

4.2.2 Comparison of perception between Shippers and Freight forwarders on each 

of the seven Independent variables towards ABC Company services 
.........

29 

4.3 Conclusion 
.........

30 

Chapter V: Summary Findings, Conclusions and Recommendations 

5.1 Summary of the Findings .........34 

5.2 Conclusions .........35 

5.3 Theoretical Implications .........36 

vii 



5.4 Managerial Implications ......... 37 

5.5 Limitations and Recommendations for Future Research ......... 37 

BIBLIOGRAPHY .................................................................................................. 39 

APPENDICES ........................................................................................................... 42 

Appendix A: Questionnaire (English Version) ......... 43 

Appendix B: Questionnaire (Thai Version) ......... 48 

Appendix C: Data Analysis Results ......... 52 

viii 



LIST OF TABLES 

TABLE Page 

2.1 Previous Carrier Selection Criteria/ Influenced Freight Service 13 

Factors ..........................................................................................................  

2.2 Studied Ocean Carrier Selection Criteria  ...........15 

2.3 List of Hypotheses ...........18 

3.1 Reliability Results .......... 21 

4.1 Respondents' Characteristics .......... 24 

4.2 Relationship between Independent Factors and Shipper Intention to 

Select ABC Company Service .......... 27 

4.3 Test Relationship between Independent Factors and Freight 

Forwarder Intention to Select ABC Company Service .......... 28 

4.4 Comparison Test between Shippers and Freight Forwarders in 

Perception of the Independent Variables .......... 30 

4.5 Summary of Hypotheses Testing .......... 31 

ix 



LIST OF FIGURES 

FIGURES Page 

1.1 Mode of Transportation Used for Import in Year 2011 .....................  1 

1.2 Mode of Transportation Used for Export in Year 2011 .....................  2 

1.3 Inward and Outward Cargo Flow through Port Authority of Thailand 

and Laem  Chabang  Loading Port, Year 1998-2011 ............................ 2 

2.1 Conceptual Framework ............................................................................  17 



Assumption University 
Martin de Tours School of Management and Economics 

Master of Science in Supply Chain Management 

Form signed by Proofreader of the Thesis/Project 

I,  Asst. Prof. Dr.  June Bernadette D'Souza  ,  have proofread this thesis/project entitled 

Direct Shipper and Freight Forwarder' Carrier Selection Criteria   

Ms. Sucheeda  Arunpornphaisal   

and hereby certify that the verbiage, spelling and format is commensurate with the quality 

of internationally acceptable writing standards for a master degree in supply chain 

management. 

Signed ig:)  I s,0  

t Pro  r. June Bernadette D'Souza  )  

Contact Number /  Email address dbjune2006@yahoo.com  

Date: 

xi 

mailto:dbjune2006@yahoo.com


CHAPTER I 

GENERALITIES OF THE STUDY 

1.1 Background of the Study 

In Thailand sea transportation has played an important role of international mode in 

both export and import segments. Statistically, it has occupied 68,71% of import 

value, and 67.31% export value compared with air, motor, rail, and postal mode of 

transportation recorded from year 2011 which can be referred to Figure 1.1 and 1.2. 

The number of transportation modes used shown the significance of marine 

transportation, more than a half of international trade delivery occurs by sea and it can 

be assumed that although it takes more time to transport by marine, the lower logistics 

cost vessel delivery is still preferred. Furthermore, it was shown in figure 1.3 that the 

number of vessels and cargoes flowed since 1998 through both Klongtoey  port (PAT) 

and Laem  Chabang  port (LCB)  have continuously increased, and totals 79,071,473 

tons. It cannot be denied that mentioned industry has been growing during the last 10 

years. The growth in demand attracted a number of newcomers and resulted in intense 

competitive market although the huge amount of capital investment came from vessel 

construction, port and depot investment, as well as containers. 

Figure 1.1: Mode of Transportation Used for Import in 2011 
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Figure 1.2: Mode of Transportation Used for Export in 2011 

Source: Thailand Transport Portal (2012) 

Figure 1.3: Inward and Outward Cargo flow through Port Authority of Thailand 

and Laem  Chabang  Loading Port, 1998-2011 

Source: Marine Department of Thailand (2012) 
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Ocean carriers have been the major player in the mentioned industry, despite 

customer clearance paperwork; they provided empty containers with port to port 

delivery services for exporters and importers. Sellers need to pick up empty 

containers for their cargo staffing,  and then return laden containers at loading port on 

their own, while the processes of loading, unloading, cargo delivery, as well as other 

services related to these activities are responsible by ocean carriers. Ocean carrier, 

they commonly have difverent  two customer segmentations, which are direct 

shipper/consignee and freight forwarder. 

Ocean carrier service selection is one important activity related to logistics 

management. The decision making is more really based on the criteria which will 

differ for each customer. In Thailand the ocean carrier's selection criteria includes 

many factors as well as both internal and external environment such as world 

economic crisis, political situation, natural disaster which are uncontrollable factors 

that affect customers' decision during each period. 

1.2 Statement of the Problem 

Although there are other related factors which could affect customer's decision 

making, the ocean carrier selection criteria is one variable which can assist the 

company to operate the right market strategy. It is challenge to develop the effective 

and appropriate market strategy that matches with the Thai customers and strongly 

attracts them to retain their support towards the company. 

Because of experience with ocean carrier for 40 years, ABC Company is considered 

to be one of the top ten ocean carriers in the sea transportation industry. And has their 

ocean carrier services which focus on Full container load (FCL)  shipped out from 

Thailand to a total of five routing services. Their cargo is loaded from both Klongtoey  

and Laem  Chabang  ports and destined for Intra-Asia,  Europe, Middle East, India, and 

Red sea destinations. Company has its target customers as direct shippers which refer 

to exporters, importers, and trader and freight forwarders included both global and 

local companies. Under Taiwanese nationality, the company creates loyalty, trust, 
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reliability, and good reputation. Besides these successes, profitability and growth are 

important. 

The company should deeply und,rstand  about the ocean carrier service selection 

criteria which can guide the company's market strategy. Therefore, this research has 

been conducted to find out "What are the ocean carrier selection criteria of 

Shippers and Freight forwarders towards ABC Company services?" 

1.3 Research Objectives 

This research was conducted to find out the selection criteria of both customer types 

as well as the most important criteria for their decision. The three objectives are as 

follows: 

1. To identify the criteria of ocean carrier selection toward the ABC Company 

services. 

2. To explore the most impact ocean carrier selection criteria of direct shippers and 

freight forwarders toward the ABC Company services. 

3. To explore the differences in ocean carrier selection criteria of direct shippers and 

freight forwarders towards the ABC Company services. 

1.4 Scope of the Research 

This research was conducted to examine what are those criteria in ocean carrier 

selection of direct shippers and freight forwarders of ABC Company's customers. 

There are seven factors that this study focuses on which are Freight rates, Customer 

service, Operation, Reputation, Infrastructure, Schedule, and IT and communication. 

Questionnaire survey is used as data collection method. Target respondents are the 

ABC Company's customers who are located in Bangkok area. For the direct shipper 

segment, the respondents would be export managers or officers, while the freight 

forwarder would be sales executives and the ocean freight center. 
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1.5 Significance of the Research 

Results of the research in terms of selec'ion  criteria and most important factor in 

carrier selection of both direct shippers and freight forwarders allow the company to 

get a better understanding of the selection criteria and its customers, which can help 

the company to create more competitivene:  s with their existing services and policies. 

Furthermore, the result could help develop the right direction of market strategy as 

well as recognize which criteria need to be ranked as the first priority. 

1.6 Limitations of the Research 

Data will be collected from the customers who have particularly supported ABC 

Company which is located in Thailand during each month under Cost Insurance and 

Freight (CIF) Inco  terms only because the persons who were authorized to select the 

ocean carriers commonly are at port of loading. The ocean carrier service includes 

only Full container load (FCL)  outbound shipment from the port authority of Thailand 

(PAT) and Laem  Chabang  (LCB).  There are other related factors including internal 

interruption or policies and environmental factors which have unexpected occurrences 

that can affect the company once they have done the survey. 

1.7 Definition of Terms 

CIF (Cost Insurance and Set of three-letter trade terms reflecting business-to- 

Freight) business practice in contracts for the sale of goods. 

The price quoted by the seller includes insurance 

and all other charges up to the port of destination 

named. (International Chamber of commerce, 

2010). 



Carrier Any person actually performing the carriage of the 

goods with his own means of transport (Bugden,  

1999). 

Container 

Customer Service 

Freight rates 

Freight Forwarder 

Any container, trailer, transportable tank, flat or 

pallet, or any similar article used to consolidate 

goods and any ancillary equipment (Bugden,  1999). 

Those activities designed to keep a customer happy 

(Wood &  Johnsons,  1993). The carrier's ability to 

meet requirements at short notice, combined with an 

ability to understand problems and a willingness to 

help (Whyte, 1993). 

All charges payable to the carrier in accordance 

with the applicable tariff and this Bill of Lading 

(Bugden,  1999). 

The person undertaking the planning and control of 

those logistics activity required in the movement of 

goods from the point of origin to the consignee 

(Bugden,  1999). 

Infrastructure The availability of cargo worthy and seaworthy 

containers. (Kannan,  Bose, &  Kannan,  2011). 

Operation Completion of customs and port foirnalities as well 

as all handling processes of transportation of cargo 

(Kannan  et al., 2011). 
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Reputation Professional appearance and image including 

financial stability and operating hours (Kannan  et 

al., 2011). 

Schedule Sailing vessel routing including transit time and 

vessel frequencies (Kannan  et al., 2011). 

Shipper The person (corporates or otherwise who may or 

may not be the customer) whose goods are 

dispatched for delivery by the carrier to the 

consignee (Foxton,  Berry, Eder, Burrows, Smith, &  

Boyd ,  2008) 
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CHAPTER II  

REVIEW OF RELATED LITERATURE 

This chapter reviews the related literature and is composed of two main areas of 

interest which are as below: 

I. Carrier characteristics and Responsibilities. 

II. Selection Criteria toward ocean carrier. 

2.1 Carrier characteristics and Responsibilities 

Sea carrier includes the owner or the charterer who enters into the contract of carriage 

of goods cover the period from the time the goods are loaded until the time they are 

discharged from the ship with a shipper (Foxton  et al., 2008). The service provided by 

each carrier is not only the transportation delivery, but also in administration services; 

which are transportation, administration, documentation handling, transport 

scheduling, tracking and tracing infoiination,  and delivery performance tool 

(Stefansson,  2006). According to Foxton  et al. (2008), every goods shipment transport 

by each sea carrier in the operation of loading, handling, stowage, carriage and 

discharge shall be subjected to perform or undertake the responsibilities and liabilities. 

Foxton,  et al. (2008) stated that the carrier has the following responsibilities, which 

can be separated into three parts: 

I. Before and at the beginning of the voyage 

A ship needs to have a standard to be seaworthy. The vessel and equipment itself are 

in good order and this could keep the cargo reasonable safe, through the start of cargo 

loading, until vessel starts her voyage. Bugden  (1999) agreed that carriers should 

properly manage, equip and supply the ship with bunkers, machinery, charts, pilot 
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books, seaman's and ship's documents to go through the calling port legally. Suitable 

refrigeration machinery with cool champers  for cargo to be carried, loaded, and safe 

without any defects for their receptions is needed. Carriage, and preservation is 

another responsibility. 

II. The time the vessel starts her voyage 

Carrier should carefully load, hand, stow, carry, keep, and discharge the goods they 

carried carefully. 

III. Transport documents and Freights 

After receiving the goods, carriers or ship agents issue a bill of lading to the shipper. 

The bill of lading is the evidence that the goods to be carried are received and shows 

the tem'  of contract between the carrier and shipper and includes the nature of goods, 

condition of goods, name of shipper and consignee, port of loading and discharging, 

signature of carrier, date and period of delivery of the goods, and statement as carrier 

has no responsibility for these factors (Bugden,  1999). The properties also include 

documents of title and possession (Wronski,  1972). 

Freight is all charges paid in currency specified in the bill of lading according to 

quantity or measurement without any reduction to the carrier. It can be prepaid by the 

shipper/seller, or paid at the destination by the consignee/buyer or the third party from 

the third place. It is common that the freight will be settled on shipment of goods, or 

in exchange of bill of lading, or before the departure of the vessel. Bugden  (1999) 

confirmed that there are seven main elements of containerized tariffs under full 

container load (FCL)  which are packaging cost of the container, haulage cost to 

container terminal at the loading port, terminal handling charge at both loading port 

and discharging port, ocean carriage, haulage cost to destination, and unpacking the 

containers. 
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2.2 Selection Criteria toward ocean  carrier 

Accordingly to Kannan  et al. (2011), the ocean carrier selection criteria of the Indian 

shipper could be identified into seven factors. The results reduced the perception gap 

between ocean carrier and exporters which resulted in the effective strategies to 

improve their service quality and increase the competitive advantages. 

The report applied the analytic hierarchy process (AHP)  as the methodology. The 

mentioned selection criteria include seven factors which are Freight rates, Customer 

service,  Operations, Reputation, Infrastructure, Scheduling, and IT and 

communication. These seven criteria in the India enviroment  were adapted to be the 

list of studied selection criteria in this research for shippers and freight forwarders in 

Thailand as all factors are covered in all areas of the services. 

2.2.1 Freight Rates 

Kannan  et al. (2011) confirmed that there ae  45 different criteria in carrier selection 

process, and low freight rates and price flexibility are the top two important factors. 

Other researchers supported this. Transport price was still the most important factor 

for carrier selection compared with timing factors, security/ control factors, and 

service factors (Pedersen &  Gray, 1998). 

However, it was argued by McGinnis (1993) that there were other variables which 

were more important for customer selection rather than freight rates alone. 

2.2.2 Customer service 

The survey research of Matear  and Gray (1993) supported the idea that carrier and 

timing characteristics which are included in customer service are the most important 

factors for shippers. They were composed of performance of service attribution, 

ability to monitor shipment with special requirement, fast response to any urgent and 

problem situation as well as short transit time with on-time delivery. Service variable 
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as speed and reliability were confirmed to be the top transport selection factors over 

freight rates, loss and damge,  external market influencesm  inventories, and market 

competitiveness (McGinnis, 1993). 

Jerman,  Anderson, and Constantin (1993) also stated that co-operation between 

shippers and carriers was analyzed to be the main factor for carrier selection, 

including quality of service, quick trace shipment, and carrier assistance. 

2.2.3 Operation 3733 

Development of port terminal  in terms of data transmission could bring many benefits 

as facilitating, discharging and loading containers, improvement of productivity, 

better management over storage of containers, accury  and consistency information. 

(Kia,  Shayan,  &  Ghotb,  2000) Operations was as considered to be one of ocean 

carrier services that was selected as the selection criteria in this research. 

Slijper  (1974) also statetd  that besides lower cost with sea transportation, emphasizes 

on handling operations which include quick clearance at ports of destinations which 

reduces the number of claim cost should be regarded as another advantage for each 

carrier. 

2.2.4 Reputation 

Kent and Parker (1999) identified five different areas of differences in perception 

between carriers and exporters which are as rate changes, service frequency, financial 

stability, service changes, and equipment availability. To create both short term and 

long term business relationship, exporter tended to have more concern with financial 

stability to avoid any sudden disruption. As financial stability is related to reputation 

of each carrier, the research tested if customers considered this criteria before the 

selection. 
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2.2.5 Infrastructure 

Refer to Meixell  and Norbis  (2008), stated there are five transport challenges 

ascapacity  shortages, international growth, economies of scale and scope, security 

concerns, and environmental use. Equipment availability was emphasized to be the 

one of th  carrier selection criterion and could be the competitive advantage for those 

carriers if there was no capacity limitation. Infrastructure was also considered to be an 

important factor as it shows the promptness of each carrier to serve their own services. 

2.2.6 Schedule 

Stank and Goldsby  (2000) confirmed that in transportation decisions, the dock level 

operation should be taken into consideration. The effective and efficient loading plan, 

routing, and schedules routes because of supportive services provided by each carrier. 

The consistency in delivery times/ transit time, speed and flexibity,  the absence of 

loss and damage were stated to be important purchasing requirements from the 

customer over price as they affect the carriers performace  (Morash,  1987). 

Transit time reliability and consistency were ranked to be the number one of service 

factors for ocean carrier selection agreed by both export/import and ocean carrier 

itself (Kent &  Parker, 1999). Pearson and Semeijn  (1999) stated that reliability and 

transit time were rated to be most important variable of logistics service provided by 

both large and small firms. 

2.2.7 Information Technology (IT) 

Some ocean carriers use computers for ocean logistics activities such as cargo 

tracking, shipment status checking, vessel schedule checking, or space booking. EDI 

(Electronic Data Interchange) is commonly developed as the carrier linkage software 

between carrier and client to facilitate the transportation process (Wood, 1990). 

Therefore, with the development of technology nowsadays,  IT is another important 

factor in this industry. 
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The study mainly reviews the research of Kalman  et al. (2011), which discusses seven 

criteria and adds subfactors  from other previous studies which is summarized in Table 

2.1 Previous carrier selection criteria and influencing factors and Studied carrier 

selection criteria are shown in Table 2.2. 

Table 2.1: Previous Carrier Selection Criteria/ 

Influencing Freight Service Factors 

Year Authors 
Number 

of 
criteria 

Carrier selection criteria/ 
Influenced freight service 

factors 
Studied Criteria 

1993 Matear  and 
Gray 

4 -  Time characteristics 
-  Carrier characteristics 

-  Price characteristics 

-  Route characteristics 

Schedule 
Customer Service 

Freight Rates 

Schedule 

1993 McGinnis 7 -  Speed and Reliability 

-  Freight rates 
-  Loss and damage 
-  Company policy and customer 
influence 
-  Inventories 

-  Market competitiveness 

-  External market influences 

Customer Service 

Freight Rates 
Operations 
Reputation 

Infrastructure 

- 

- 

1993  Jerman  et 
al. 

6 -  Charges and privileges 

-  Past performance 

-  Carrier image 

-  Co-operation in rate adjustment 

-  Routing capabilities 

-  Knowledge 

Freight Rates 

Reputation 

Reputation 

Freight Rates 

Schedule 

Customer Service 



Year Authors 
Number 

of 
criteria 

Carrier selection criteria/ 
factors 

 
Studied Criteria 

1998 Pederson 

and Gray 
4 -  Time factors 

-  Price factors 

-  Security/ control factors 
-  Service factors 

Schedule 

Freight Rates 

Operations 
Customer Service 

1999 Kent and 

Parker 

18 -  Reliability 

-  Equipment availability 

-  Service frequency 

-  Rate changes 
-  Operational personnel 
-  Transit time 
-  Financial stability 
-  Loss and damage 
-  Expediting 

-  Tracing 

-  Service changes 
-  Rates 
-  Schedule flexibility 
-  Carrier salesmanship 
-  Line haul services 
-  Special Equipment 

-  PU  and D 

-  Claims 

Schedule 

Infrastructure 

Schedule 

Freight Rates 
Operations 
Schedule 
Reputation 
Operations 
-  

IT and 
Communication 
Schedule 
Freight Rates 
Schedule 
Customer Service 
Schedule 
Infrastructure 
- 

Operations  

2011 
Kannan  et 
al. 

7 -  Freight Rates 

-  Customer service 

-  Operations 
-  Reputation 
-  Infrastructure 
-  Scheduling 
-  IT Orientation and 
communication 

Freight Rates 

Customer Service 
Operations 

Reputation 
Infrastructure 
Schedule 
IT and 
Communication 

Source: The Authors 
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Shipper/ Freight Forwarder 

Intention to select 

ABC Company service 

2.3 Conceptual Framework  

The literature review indicates that the model of carrier selection criteria which would 

be referred to is from Kannan  et al. (2011). All seven variables which are Freight rates, 

Customer service, Operation, Reputation, Infrastructure, Schedule, IT and 

communication have an influence on the shipper, freight forwarder intention to select 

ABC Company services (ocean carrier service) are summarized in Figure 2.1 as a 

conceptual framework. 

Figure 2.1: Conceptual Framework 

2.4 Research Hypotheses 

This research consisted of three main Hypotheses which are the ocean carrier 

selection criteria from shippers, freight forwarders, and the differences between both 

types of customers. The hypotheses are summarized in Table 2.3 on the next page. 
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Table 2.3: List of Hypotheses 

Hypotheses 1: Freight rates (a), Customer service (b), Operation (c), 

Reputation (d), Infrastructure (e), Schedule (0, and IT 

and Communication (g) have a relationship with 

Shipper's intention to select ABC Company for Ocean 

Carrier's service. 

Hypotheses 2: Freight rates (a), Customer service (b), Operation (c), 

Reputation (d), Infrastructure (e), Schedule (0, arid IT 

and Communication (g) have a relationship with Freight 

forwarders' intention to select ABC Company for Ocean 

Carrier's service. 

Hypotheses 3: Perceptions for Freight rates (a), Customer service (b), 

Operation (c), Reputation (d), Infrastructure (e), Schedule 

(0, and IT and Communication (g) toward ABC 

Company Ocean Carrier's service of Shippers and Freight 

forwarders are different. 
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CHAPTER III 

RESEARCH METHODOLOGY 

This research was conducted by using the quantitative methodology to analyze and 

examine the ocean selection criteria of ABC Company' customers which includes 

shippers and freight forwarders. It also explores the differences between shippers and 

freight forwarders perceptions. This chapter explains the research design, target 

population, and analysis using the program. 

3.1 Research design 

A questionnaire survey is used as the research method in this study. The contents of 

questionnaire are close-ended questions. The questionnaires are distributed directly to 

each target ABC Company' customers at their office which is located in the Bangkok 

area. 

3.2 Target population 

Target respondents are ABC Company's customer including both shippers and freight 

forwarders who regularly have their shipment exported from Thailand under Cost 

Insurance and Freight (CIF) Inco  terms. Accordingly to the company records, the total 

population is 380 companies located in Bangkok, which is divided into 281 freight 

forwarders and 99 shippers. To determine the sample size when population is known, 

95 %  confidence level and 5% error were allowed. Since the population is divided 

into two subgroups, stratified sampling is used by applying the formula from Yamane  

Taro (1967) which is as follows: 

Given n 1: The sample size of the smaller group (shippers) 

N 
Formula n 1

— 

 

1+N (e)2  
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99 
n i=  -  79 

1+99 (0.05)2  

While n The sample size of the larger group (freight forwarders) 

79 
n2= —  x 281= 224 

99 

303 respondents answered the questionnaire survey, which totals 79% of total number 

of ABC Company's customers whose shipments are under Cost Insurance and Freight 

(CIF) Inco  terms. 

3.3 Research tools 

Questionnaires have been used as the research tool for this project which was handed 

directly to the respondents. The questions would be designed according to the 

literature review and the conceptual framework. The questionnaires were translated 

into two languages namely; English and Thai. 

PART A: Consists of respondent's demographical data and ranking the 

importance of the ocean carrier selection criteria. 

PART B: Consists of a five Point 1-5 Likert  scale to rate the customers 

selection criteria towards ocean carriers. 

PART C: Consists of a five Point 1-5 Likert  scale to rate the customers 

intention to select ocean carriers. 

Part A questions measured customer export's behavior defined as demographical data 

as well as an understanding of the importance of each criteria using ranks from 1 

(Most important) to 7 (Less important). The second part and third part studied the 

selection criteria of each type of customer and customer intention to select ABC 

Company services using Likert  scales ranging from 1 (Strongly disagree) to 5 

(Strongly agree). The measurement for items in each criterion is referred to the 

Theoretical framework. 
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3.4 Reliability of pre testgh  

To ensure that the questionnaire is reliable for conducting the research, Cronbach's  

alpha will be used for consistency analysis. 50 questionnaires were distributed for 

testing reliability and Table 3.1 shows that all seven variables are reliable since an 

acceptable score of higher than 0.7 was obtained (George &  Mallery,  2003). 

Table 3.1: Reliability Results (See Appendix C) 

Variables Cronbach's  Alpha 

Freight rates 0.776 

Customer Service 0.864 

Operation 0.759 

Reputation 0.816 

Infrastructure 0.789 

Schedule 0.824 

IT and Communication 0.767 

3.5 Data collection process 

Stratified sampling is applied in this research as there are two different subgroups of 

respondents which are shippers and freight forwarders. Questionnaires are handed to 

target customer at the area of Bangkok metropolitan according to the list of ABC 

Company's customers. The data collection process was to be completed within one to 

two weeks. 

3.6 Data analysis 

The SPSS  program will be used as a survey methodology and data analysis tool. The 

research consisted of three different analysis tests. Descriptive analysis showed the 

number of respondents defined as shippers and freight forwarders, and the frequency 

of export shipment. Multiple regressions was used to analyze the relationship between 

seven independent variables which are the selection criteria. The dependent variable is 

the intention to select ABC Company service. Lastly the Independent sample T-Test 
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was used to understand the differences in each seven selection criteria between 

shippers and freight forwarders toward ABC Company services. 

3.6— Descriptive Analysis 

Descriptive analysis quantitatively describes the respondents' profile. It also shows 

the Lumber of respondents for shippers and freight forwarders, number of shipment 

exported from Thailand per month and number of job positions. 

3.6.2 Multiple regressions Analysis 

Regression was used to quantify the linear relationship between variables. Since the 

research studied whether seven independent variables of selection criteria have a 

relationship with one dependent variable which is customer intention to select ABC 

Company service, multiple regression analysis was applied which is given in 

hypothesis 1 and 2 and follow the equation below: 

Y —  130 +  13i xi+132x2±133x3+134x4+05x5±136x6+137x7+  E 

Where 

Y: Customer intention to select ABC Company service 

pi: Coefficient of independent variable X1 

132: Coefficient of independent variable X2 

03:  Coefficient of independent variable X3  

134: Coefficient of independent variable X4 

135: Coefficient of independent variable X5  

136: Coefficient of independent variable X6 

137: Coefficient of independent variable X7  

X1: Freight rates 

X2: Customer service 

X3: Operation 

X4: Reputation 
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X5: Infrastructure 

X6: Schedule 

X7: IT and communication 

c. Random error 

Customer intention to select ABC Company service is dependent variable while seven 

selection criteria; Freight rates, Customer service, Operation, Reputation, 

Infrastructure, Schedule, and IT and Communication are independent variable in 

above equation. 

Po  is the intercept or constant where the line intercepts the vertical axis at x =  0. While 

f3 Coefficient or slope show the relationship between each independent variable and 

dependent variable. 

3.6.3 Independent Sample T Test Analysis 

Independent sample T Test was used to compare the mean of two variables which is 

in Hypothesis 3 whether they differ or equivalent. In this research, we have tested the 

differences in selection criteria between direct shipper and freight forwarder in seven 

selection variables which are Freight rates, Customer service, Operation, Reputation, 

Infrastructure, Schedule, and IT and Communication. 

3.7 Summary 

In this research, questionnaire survey was applied as the method to analyze the 

relationship between each variable, as well as identify the differences between each 

variable of direct shipper and freight forwarder as both types of ABC Company's 

customers. 
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CHAPTER IV 

PRESENTATION AND CRITICAL DISCUSSION OF RESULTS 

This chapter concluded the results of the data analysis from the questionnaire surveys. 

The questionnaires were collected from 303 respondents, who are ABC Company' 

customers who have the authority to select ocean carrier services. Their offices are 

located in the Bangkok area. The analysis is presented in four parts: firstly the 

respondents' profile; secondly the ranking of important factors of ocean carrier 

selection criteria; thirdly the analysis of relationship between dependent factors which 

are Freight rates, Customer service, Operation, Reputation, Infrastructure, Schedule, 

and IT and Communication and Customer intention to select ABC Company service 

for both customer groups; and finally the analysis of differences between shippers and 

freight forwarders in perception for each of the seven factors of selecting ABC 

Company services. 

4.1 Sample Profiles 

The sample profiles are shown in Table 4.1: 

Table 4.1: Respondents' Characteristics 

Characteristics 

Shipper Freight Forwarder 

Number Percentage Number Percentage 

Respondents 79 26.07% 224 74.29% 

Shipment Volume per month (Containers) 

Less than 15 27 34.18% 22 9.82% 

16-30 17 21.52% 67 29.91% 

31-50 21 26.58% 87 38.84% 

More than 50 14 17.72% 48 21.43% 

Job Position 

Management Level 11 13.92% 20 8.93% 

Supervisor Level 22 27.85% 82 36.61% 

Officer 45 56.96% 118 52.68% 

Others 1 1.27% 4 1.79% 
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Table 4.1 shows that using the stratified sampling method, respondents are divided 

into two different groups as shippers who are 26.07 percent and freight forwarders 

who are 74.29 percent of the total. 

Meanwhile, 34.18 percent of shipper respondents had their monthly export shipments 

volume loaded from Thailand in less than 15 containers, 26.58 percent had 16-30 

containers, 21.52 percent had 31-50 containers, and 17.72 percent had more than 50 

containers. 

For freight forwarder respondents, 38.84 percent had their export shipments at a 

volume of 31-50 containers per month, 29.91 percent had between 16-30 containers, 

21.43 percent had more than 50 containers, and 9.82 percent had less than 15 

containers. 

It can be concluded that ABC Company's customers who act as shippers are ranged 

from small to large companies. While freight forwarders' customers are mainly 

medium companies looking at their export shipments per month. 

In addition, most of shipper respondents were officers (56.96 percent), supervisors 

(27.85 percent), a management level (13.92 percent) and other (1.27 percent) job 

positions. 

For freight forwarder respondents 52.68 percent of them were officers, 36.61 percent 

were supervisors, 8.93 percent were management level and the remaining 1.45 were 

from other job position. 

It can be concluded that the authority to select ocean carrier services for both shippers 

and freight forwarders is currently transferred from management or supervisory levels 

to operational levels. Each of them can make a decision to select ocean carrier 

services without the approval from the top management. 
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4.2 Hypotheses Testing 

There are three hypotheses proposed to support the research objectives. Hypotheses 1 

presents the relationship between se en independent variables and customer intention 

to select ABC Company for Ocean Carrier's service of shipper respondents. While 

Hypotheses 2 proposed the relationship between seven independent factors and 

customer intention to select ABC Company for Ocean Carrier's service for freight 

forwarder respondents. Finally, Hypotheses 3 tested the differences of perception of 

ocean carrier selection criteria between shippers and freight forwarders who are ABC 

Company' customers, for each seven variables which are Freight rates, Customer 

service, Operation, Reputation, Infrastructure, Schedule, and IT and Communication. 

4.2.1 Relationship between Seven Independent variables and Customer Intention 

to select ABC Company for Ocean Carrier's service 

All seven Independent factors: Freight rates, Customer service, Operation, Reputation, 

Infrastructure, Schedule, and IT and Communication have an influence on Customer 

Intention to select ocean carrier selection were analyzed by using the Multiple 

regression analysis for Hypotheses 1 and 2 as indicated below. 

H1 :  Freight rates (a), Customer service (b), Operation (c), Reputation (d), 

Infrastructure (e), Schedule (f), and IT and Communication (g) have a relationship 

with Shipper's intention to select ABC Company for Ocean Carrier's service. 

The analysis results are shown in Table 4.2. 
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Table 4.2: Test Relationship between Independent Factors and Shipper Intention 

to Select ABC Company 

Independent 
factors 

Unstandardized  
Coefficients (B) 

Standardized 
Coefficients 

(Beta) 
t P-Value 

(Constant) .279 .755 .453 

Freight Rates .028 .034 .372 .711 

Customer Service .129 .137 1.454 .150 

Operation -.030 -.025 -.253 .801 

Reputation .374 .395 3.241 .002 

Infrastructure -.024 -.024 -.195 .846 

Schedule .400 .327 2.541 .013 

IT and .073 .082 .834 .407 
Communication 

a. Dependent variable: Intention to select ABC Company service 

b. F =  17.518; p <  0.0001 

c. Adjusted R2  =  0.597 

Table 4.2 indicates the F score was 17.518 and P-value was 0.000 which is less than 

0.01. Thus, Freight rates, Customer service, Operation, Reputation, Infrastructure, 

Schedule, and IT and Communication have a relationship with shippers intention to 

select ABC Company for Ocean Carrier's service. The 0.597 of adjusted R square 

means that there is 59.7 percent of variance in customers' intention to select ABC 

Company and can be explained by the seven factors. The remaining 40.3 percent can 

be affected by other factors. 

Moreover, there is one variable; Reputation which has a p-value of less than 0.01 

while another six variables; Freight rates, Customer service, Operation, Infrastructure, 

Schedule, and IT and Communication have their p-value of higher than 0.01. Thus, 

there is significant relationship between Reputation and shipper intention to select 

ABC Company services (13=0.395,  p<0.01). However, other factors Freight rates 

(13=0.034, p>0.01), Customer service ((3=0.137,  p>0.01), Operation ((3=-0.025,  

p>0.01), Infrastructure ((3=-0.024,  p>0.01), Schedule (J3=0.327, p<0.01) and IT and 

Communication (0=0.104,  p>0.01) were not influenced. Hence, Hypotheses 1 was 

partially supported by the data. Reputation variable has influenced on shippers 
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intention to select ABC Company services while Freight rates, Customer service, 

Operation, Infrastructure, Schedule, and IT and Communication have no influence. 

H2: Freight rates (a), Customer service (b), Operation (c), Reputation (d), 

Infrastructure (e), Schedule (f),  and IT and Communication (g) have a relationship 

with Freight forwarders' intention to select ABC Company for Ocean Carrier's 

service. 

The analysis results are shown in Table 4.3. 

Table 4.3: Test Relationship between Independent Factors and Freight 

Forwarder Intention to Select ABC Company 

Independent 
Factors 

Unstandardized  
Coefficients (B) 

Standardized 
Coefficients 

(Beta) 
t P-value 

(Constant) .662 2.931 .004 

Freight Rates .095 .090 1.481 .140 

Customer Service .074 .086 1.220 .224 

Operation .146 .160 2.259 .025 

Reputation .188 .187 2.633 .009 

Infrastructure .110 .117 1.758 .080 

Schedule .185 .188 2.480 .014 

IT and .060 .065 .973 .331 
Communication 

a. Dependent variable: Intention to select ABC Company service 

b. F =  29.664; p <  0.0001 

c. Adjusted R2  =  0.474 

Table 4.3 indicates that the F score was 29.664 and p-value was 0.000 which is less 

than 0.01. Thus, Freight rates, Customer service, Operation, Reputation, 

Infrastructure, Schedule, and IT and Communication have a relationship with the 

freight forwarders intention to select ABC Company for Ocean Carrier's service. The 

0.474 of adjusted R square means that there was 47.4 percent of variance in 
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customers' intention to select ABC Company service as explained by the seven 

factors. The remaining 52.6 percent can be affected by other factors. 

Moreover, there is one variable; Reputation which has a p alue  less than 0.01 while 

another six variables; Freight rates, Customer service, Operation, Infrastructure, 

Schedule, and IT and Communication have their p-value higher than 0.01. Thus, for 

Freight forwarders intention to select ABC Company s m-vices,  Reputation has 

significantly influenced customers intention to select ABC Company service 

((3=0.187, p<0.01). However, other factors Freight rates ((3=0.90, p>0.01), Customer 

service ((3=0.086, p>0.01), Operation ((3=0.160,  p<0.01), Infrastructure (P=0.117, 

p>0.01), Schedule ((3=0.188, p<0.01) and IT and Communication ((3=0.065,  p>0.01) 

have no influence. Hence, Hypotheses 2 was partially supported by the data. 

Reputation variable has influence on freight forwarders intention to select ABC 

Company service while Freight rates, Customer service, Operation, Infrastructure, 

Schedule, and IT and Communication have no influence. 

4.2.2 Comparison of perception between Shippers and Freight forwarders on 

each of the Seven Independent variables towards ABC Company Ocean 

Carrier's services 

To make a comparison between each customer group which are shippers and freight 

forwarders perception of the seven Independent variables, the Independent Sample T 

Test was used for Hypotheses 3. 

H3: Perception of Freight rates (a), Customer service (b), Operation (c), Reputation 

(d), Infrastructure (e), Schedule (f), and IT and Communication (g) toward ABC 

Company Ocean Carrier's service of Shippers and Freight forwarders are different. 

The analyses of results are shown in Table 4.4. 
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Table 4.4: Comparison Test between Shippers and Freight Forwarders in 

Perception of the Independent Variables 

Mean t-test for Equ-lity  of Means 

Shipper 
Freight 

Forwarder 
t P-value (2-tailed) 

Freight Rates 3.2057 3.3694 -2.072 0.041 

Customer Service 3.8481 4.1105 -3.923 0.000 

Operation 3.5697 3.6530 -1.378 0.169 

Reputation 3.6668 3.7176 0.834 0.405 

Infrastructure 3.5485 3.5269 0.347 0.728 

Schedule 3.5949 3.7080 -1.993 0.047 

IT and 3.3675 3.8158 -6.022 0.000 
Communication 

Table 4.4 indicates that there are no differences in perception of the five independent 

variables toward ABC Company services between shippers and freight forwarders 

which are Freight rates, Operation Reputation, Infrastructure, and Schedule as all of 

them have their p-value higher than 0.01, (p=0.041), (1)=0.169),  (p=0.405), (p=0.728), 

and (p=0.047) respectively. On the other hand, the remaining variables; Customer 

service and IT and Communication have a p-value of less than 0.01 (p=0.000) which 

means that shippers and freight forwarders have different perception of Customer 

service and IT and Communication towards ABC Company services. These two 

variables were perceived as higher by freight forwarders than direct shippers. Thus, 

Hypotheses 3 was partially supported by the data. 

4.3 Conclusion of the Hypotheses Testing 

The result findings wee separately presented into two groups; shippers and freight 

forwarders respondents. Under both shipper and freight forwarder respondents, the 

results indicated the positive influences of Reputation variable towards intention to 

select ABC Company for Ocean Carrier's services. Therefore, Hypotheses 1 and 2 are 
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partially supported the data. One variable supported Hypotheses 1; Reputation while 

Freight rates, Customer service, Operation, Infrastructure, Schedule, and IT and 

Communication do no support Hypothesis I On the other hands, there is also one 

variable that supports Hypotheses 2; Reputation while Freight rates, Custo:  -ier  service, 

Operation, Infrastructure, Schedule and IT and Communication do no support 

Hypothesis 2. 

Furthermore, each respondent group perceives each Independent variable differently. 

There are two variables; Customer service and IT and Communication which shippers 

and freight forwarders perceived differently toward ABC Company services. Thus, it 

could be concluded that Hypotheses 3 has partially supported by Customer service 

and IT and Communication while Freight rates, Operation Reputation, Infrastructure, 

and Schedule are not. The summary of three hypotheses testing is shown in Table 4.5 

below. 

Table 4.5: Summary of Hypotheses Testing 

Hypotheses Statements Table Results 

H1  

H1 a 

H lb 

H 1 c 

H1 d 

Freight rates (a), Customer service (b), Operation 

(c), Reputation (d), Infrastructure (e), Schedule 

(f), and IT and Communication (g) have a 

relationship with Shipper's intention to select 

ABC Company for Ocean Carrier's service. 

Freight rate has a relationship with Shipper's 

intention to select ABC Company service. 

Customer service has a relationship with 

Shipper's intention to select ABC Company 

service. 

Operation has a relationship with Shipper's 

intention to select ABC Company service. 

Reputation has a relationship with Shipper's 

intention to select ABC Company service. 

4.2 Partially 

Supported 

Not 

supported 

Not 

supported 

Not 

supported 

Supported 

31 



Hypotheses Statements Table Results 

H1  e 

H 1 f 

fl  1 g 

Infrastructure has a relationship with Shipper's 

intention to select ABC Company service. 

Schedule has a relationship with Shipper's 

intention to select ABC Company service. 

IT and Communication has a relationship with 

Shipper's intention to select ABC Company 

service. 

4.2 Not 

supported 

Not 

supported 

Not 

supported 

H2 

H2a  

H2b  

H2c  

H2d  

H2e  

Freight rates (a), Customer service (b), Operation 

(c), Reputation (d), Infrastructure (e), Schedule 

(f), and IT and Communication (g) have a 

relationship with Freight forwarders' intention to 

select ABC Company for Ocean Carrier's service. 

Freight rate has a relationship with Freight 

forwarders' intention to select ABC Company 

service. 

Customer service has a relationship with Freight 

forwarders' intention to select ABC Company 

service. 

Operation has a relationship with Freight 

forwarders' intention to select ABC Company 

service. 

Reputation has a relationship with Freight 

forwarders' intention to select ABC Company 

service 

Infrastructure has a relationship with Freight 

forwarders' intention to select ABC Company 

service 

4.3 Partially 

Supported 

Not 

supported 

Not 

supported 

Not 

supported 

Supported 

Not 

supported 
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Hypotheses Statements Table Results 

H2f  

H2g  

Schedule has a relationship with Freight 

forwarders' intention to select ABC Company 

service 

IT and Communication has a relationship with 

Freight forwarders' intention to select ABC 

Company service 

4.3 Not 

supported 

Not 

supported.  

H3 

H3a  

H3b  

H3c  

H3d  

H3e  

H3f  

H3g  

Perceptions for Freight rates (a), Customer 

service (b), Operation (c), Reputation (d), 

Infrastructure (e), Schedule (f), and IT and 

Communication (g) toward ABC Company 

Ocean Carrier service of Shipper and Freight 

forwarder are different. 

Freight rate of Shipper and Freight forwarder 

toward ABC Company service is different. 

Customer service of Shipper and Freight 

forwarder toward ABC Company service is 

different. 

Operation of Shipper and Freight forwarder 

toward ABC Company service is different. 

Reputation of Shipper and Freight forwarder 

toward ABC Company service is different. 

Infrastructure of Shipper and Freight forwarder 

toward ABC Company service is different. 

Schedule of Shipper and Freight forwarder 

toward ABC Company service is different. 

IT and Communication of Shipper and Freight 

forwarder toward ABC Company service is 

different. 

4.4 Partially 

Supported 

Not 

supported 

Supported 

Not 

supported 

Not 

supported 

Not 

supported 

Not 

supported 

Supported 
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CHAPTER V 

SUMMARY FINDINGS, CONCLUSIONS AND 
RECOMMENDATIONS 

This chapter represents the summary of the findings and conclusions from the 

hypotheses testing, theoretical implications, and managerial implications which are 

related to ABC Company as well as the limitations and recommendations for future 

research. 

5.1 Summary of the Findings 

The objective of the study is to explore the relationship between the customers 

intention to select ABC Company services and ocean carrier selection criteria which 

consists of seven independent factors: Freight rates, Customer service, Operation, 

Reputation, Infrastructure, Schedule, and IT and Communication between each 

customer group which are shippers and freight forwarders. The results showed that 

shippers intention to select ABC Company service was significantly influenced by 

Reputation. Reputation includes quality service, employee competence and 

knowledge and the operating hours. Thus these factors are important for shippers to 

select ABC Company services. 

Freight forwarders respondents showed the result for their intention to select ABC 

Company service influenced by the same factor as shippers respondents which is 

Reputation. Moreover there is significant relationship between Reputation and freight 

forwarders intention to select ABC Company service as well. 

In addition, both shippers and freight forwarders respondents perceived all seven 

ocean carrier selection criteria differently toward ABC Company services. The results 

partially support the data as there are two variables that freight forwarders perceive as 

important, freight forwarders believe that ABC Company provides better service in 
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Customer service and IT and Communication, while direct shipper perceived these 

two factors as less important. 

5.2 Conclusions 

The results of the relationship between seven ocean selection criteria and customer 

intention to select ABC Company services are similar for both shippers and freight 

forwarder respondents. Both respondents select ABC Company services by focusing 

on Reputation. This may be explained by stating that ABC Company has a good 

reputation in service quality, employee competency as well as in providing longer 

operating hours. 

The findings explain that the ocean carrier selection criteria currently have changed to 

emphasize on Reputation. Low cost is not the major consideration when they select 

ocean carrier services, but the ocean carrier's image which includes company 

performance, financial stability, the perception of customers toward ocean carrier in 

the market are more important. Besides, service quality; composed of operation and 

documentation process is considered to be another important factor that each 

customer. The characteristics of ocean carrier services need the support from ocean 

carrier during operating hours. With longer operating hours provided compared with 

its competitors, the company can create competitive advantages. Furtheiniore,  high 

employee competency of customer services and sales support the company to create 

trust and reliability on services. Therefore, the criteria is not just one factor but a 

combination of many factors which affects the overall company. 

Moreover, the perception of each ocean carrier selection criteria between shippers and 

freight forwarders toward ABC Company service are different. Freight forwarder 

believe that Customer service and IT and Communication of ABC Company are 

better in terms of personal attention, fast responsiveness, reliability, and good 

relationship as well as new service announcement via website,  track and trace system, 

and document accuracy, but shippers perceive this differently. 
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Normally shippers get more support from ocean carriers in terms of being service 

minded compared to freight forwarders as they are direct exporters not the middle 

man. Since each company treats each customer type similarly, it creates the difference 

in customer perception for each group. Moreover, IT and communication refer to the 

nature of Thai shippers since most of them prefer to work in the old way rather than 

with high technology which make them more causes complexity. Shippers perceive 

ABC Company differently comparing to freight forwarders. 

Customers expect good ocean carrier services. One factor such as, competitive freight 

rates, short transit time may not be that important, more attention is given to the 

overall ocean carriers performance which is Reputation. 

5.3 Theoretical Implications 

The framework summarized in this research was adapted from Kalman  et al. (2011) 

because of seven independent variables; Freight rates, Customer service, Operation, 

Reputation, Infrastructure, Schedule, and IT and Communication which have an 

influence on dependent variable, Ocean carrier selection could be applied to the 

transportation industry under different modes, such as air freight carrier service. 

All seven selection criteria do not fully match with air freight carrier services. 

Reputation should be reconsidered to focus on both air freight agents and airline as 

unrelated activities of airline operations are responsible solely by air freight 

forwarders. Infrastructure which was concerned with containers should be revised 

according to the air shipment characteristics including air freight agent's warehouse. 

But Freight Rates, Customer service, Operation, Schedule, and IT and 

Communication could be applied similarly with ocean carrier services. The dependent 

variable could be reviewed to be air freight agent with differences in environmental 

factors, market, cargo, as well as the air transportation characteristics. Therefore, the 

seven factors could be applied, but the there are two factors which are Reputation and 

Infrastructure that should be reviewed to match with the air transportation industry. 
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5.4 Managerial Implications 

The findings of the research show that Reputation influences shippers and freight 

forwarders intention to select ABC Company. Therefore, the management teams 

should focus on these factors. They should encourage their staff to pay more attention 

to company image including improving service quality, increasing employee 

competency as well as providing longer operating hours to improve business 

performance, increase competitive advantages and sustain their long term relationship 

with customers. 

This research shows ABC Company how to recognize and understand its competitive 

advantages which lead to an effective marketing strategy. The proposal for each 

customer should focus on the company's good images as reflected in overall 

performance. To expand and secure business, good reputation can be increased which 

is regarded as the strength of ABC Company. However, overall perfoiiiiance  certainly 

comes from the cooperation of each department; therefore, cross function should be 

promoted simultaneously with company performance. 

5.5 Limitations and Recommendations for Future Research 

This research was designed to study the ocean carrier selection criteria which 

influences customers intention to select FCL  service under Cost and Freight payment 

terms only. The contexts of factors and measurement items were constructed in the 

area of marine transportation as well as matched with the shipper and freight 

forwarder respondents. Thus, the framework constructed may not fully match with 

other related businesses in different environment, business operations, and periods of 

time. 

In the future, sea transportation may grow and expand continuously with the global 

environmental changes. Thus, ABC Company should adapt itself to operate and 

survive in profitable way as well as increase its competitive advantages. For future 

research, study of service quality with other measurement can generate more 
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understanding of customer requirements besides ocean carrier selection criteria. The 

designed framework could also be applied in the same industry with specific 

commodities, as it could create more understanding of each specific market and 

enhance the business performance of logistics service providers. 
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Questionnaire (English version) 

This questionnaire has been developed under the purpose of education as parts of a 
Master degree graduate project of Supply Chain Management Program at Assumption 
University and the information will be treated with high confidentiality. 

PART 1: Company Profile  
Please answer the following questions by mark "X" in the box given below and do 
kindly answer truthfully and complete all questions. 

1. Your position 
El  Management Level 
El  Others 

El Supervisor Level [I]  Officer 

    

2. Type of business 
❑ Direct Shipper El Freight Forwarder 

3. Shipment volume export from Thailand per month 
❑ Less than 15 111  16-30 
El  31-50 El More than 50 shipments 

4. Please rank the important of ocean carrier selection criteria (1= Most Important, 7= 
Less important) 

Freight rates Infrastructure 
Customer Service Schedule 
Operation IT and Communication 
Reputation 

PART 2:  Ocean Carrier Selection criteria toward ABC Company  
Please evaluate ABC Company service carefully by circling on the number that is 

closest to your opinion. The numbers of rating scale represent from 1 (Strongly 

disagree) to 5 (Strongly agree). 

5. Freight Rates  
Strongly .  
Disagree  

Stron2ly  

4-Jr -Le  

5.1 ABC Company offers lower freight rates comparing to other 
companies. 

1 2 3 4 5 

5.2 ABC company offers more special and discount freight rates 
to customer comparing to other companies. 

1 2 3 4 5 

5.3 ABC company offers more flexible and negotiable freight 
rates comparing to other companies. 

1 2 3 4 5 
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.  Ffeight  Rates 

,  .. .  

i rongh  
Dingree  

fr. 
:,  

rod? I  V 

Agree 

5.4 ABC Company offers lower local surcharge (B/L, THC,  
Seal) to customer comparing to other companies. 

1 2 3 4 5 

6. Customer Sen.  ict2s  
stFoilo:s.:'  
Disag  

1 

t'ec  

2 3 

'Strongli,  

ag  

4 

-ee  

5 6.1 Personal attention of customer services of ABC Company is 
higher comparing to other companies. 

6.2 ABC Company's customer service has faster responsiveness 
comparing to other companies. 

1 2 3 4 5 

6.3 ABC Company's Customer service is more reliable 
comparing to other companies. 

1 2 3 4 5 

6.4 The relationship between ABC Company's customer 
services and your company is better comparing to other 
companies. 

1 2 3 4 5 

. Ohs Wills  
..  Stroll ,' 

DistiLree  

1 2 3 

Strongh  
u  

4 

-c  e  -  

5 7.1 The number of complaint in operation handling of ABC 
Company is lower comparing to other companies. 

7.2 ABC Company has higher safety handling operation 
comparing to other companies. 

1 2 3 4 5 

7.3 ABC Company's service has lower level of damages and 
loss comparing to other companies. 

1 2 3 4 5 

8. R4iilat  ton  
sti-ot  

-Disagree  

1 

'h  

2 3 

Strongh.  

Y  

4 

44 

5 8.1 ABC Company has provided better quality service 
comparing to other companies. 

8.2 ABC Company's employee competence and knowledge is 
more reliable comparing to other companies. 

1 2 3 4 5 

8.3 ABC Company serves longer operation hour comparing to 
other companies. 

9. Intl 

 

astru  ct  ti n:  

1 2 3 4 5 

"trot  
, • •  

Disagi  

1 

gOh,  
ei.  

2 3 

,Stron,'IN  

4 

,  .  
rek  

5 9.1  ABC Company provides better condition of containers 
comparing to other companies. 

9.2 ABC Company can provide better availability of special 
equipment (Open top/ Flat Rack) comparing to other companies. 

1 2 3 4 5 
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orner  interilioU'  to sc  
our ii&-iturcarrier  

12.1 Next time you will select ABC Company as the first 

priority. 

47-7,  

rec  

46 

hi  raf.., t•  
. ,p'  

Stroll I  rob -,,  
I  12  f!  

9.3 ABC Company can provide better availability of equipment 
(Dry Container) comparing to other companies. 

1  2 3 4 5 

III.  St:lit:ante  
stroilLON  

2 

Dis:O•ce ,k,  

3 

Srrtni21v  
,  

4 

rce  

10.1 Sailing schedule of ABC Company is more reliable 
comparing to other companies 

10.2 Transit time of vessel of ABC Company is more reliable 
comparing to other companies. 

2 3 4 5 

10.3 Sailing schedule of ABC Company per week has more 
frequency comparing to other companies. 

1 2 3 4 

10.4 ABC Company provides more flexible schedule for 
returning laden container comparing to other companies. 

5 

10.5 ABC Company service has shorter transit time service 
comparing to other companies. 

4 5 

1 It One tation  all einurn  Unica I 1 

1 2 

DIsagfte ri.T  

3 

,Stittnigi3:  

,  

4 

,  '  

5 11.1 New service trade announcement by ABC Company via 
website  is updated faster comparing to other companies. 

11.2 Shipment tracking and tracing provided by ABC Company 
is more up-to-date comparing to other companies. 

1 2 3 4 5 

11.3 Documents' (B/L, Certificate, and Invoice) accuracy of 
ABC company is higher comparing to other companies. 

1 2 3 4 5 

PART 3: Customer intention to select ocean carrier 

Please evaluate your selection intention toward ABC Company carefully by circling 

on the number that is closest to your opinion. The numbers of rating scale represent 

from 1 (Strongly disagree) to 5 (Strongly agree). 



Customer intent- kin to sded  ABC 
your 6cean  carrki  

       

       

       

        

        

12.2 You will recommend other companies to use ABC 
company service. 

      

5 

        

        

        

12.3 You will sustain your volume shipment using service 
of ABC Company. 

3 4  5 

Thank you for your kind coope:Tation  
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Questionnaire (Thai version) 
LamoDuniwynaomlulunisthnfotauriD  

tniutatunutaml-numtlmih::,-twitungsAnwrikuludTaviillvmlulnuninzoLlvmsAnh-in-IimBruculIwiyal  

won7 vitylkyatTlriirgiftviitiq-innlimullIJUnigliltnlViltrTqriltmaii1111TINTULtnllini:-..ouvitejvitu  

L6IJUMIJr113466ffi'ad1111  

'trakISI')11.171•@111112111  

ilIarlS:NA9194P101031.411DAYilll  TOlf.11b1M1D1149,11t/  x 11.eli'alY1017161./M13.1h1L1114Valld1149.11f1YMM  

1.0°1111141.411 4̀11141D9P  

❑ SZAralriVil ❑sz.li11v7malrlgo Eirdnlnu Etjui  

2. 1..1 7:5U11111t1rI9  

❑ YlatnIntirml 
	

El Freight Forwarder 

3. 4-11amiiiiiu.luviiiiz41Tan9lnlin-AviPilylurikaCku  

aittnAni  5 ❑  16-30 

❑ 31-50 E941imri150  

4. 11F-01:5IllfilkV1911.1ihkrIlb1119';'''0111115111t1114113111Sfilf..11:0)141,5t  (1= AlKt-o-nnfkin,  7= 6'10411'0_1111M)  

InIltql1111.4.1114  

rilt111K111,f1:5131-11T  V11111174`a  

n1S11~11~1n1Sn1S111dk~4Y  141St 614PITutAtlfinliTADfil?  

kruil  2: 1194itaurri anlltaniviranli1vai1a,19  

f11[1,111.1T;diU111111,f1J3111711t11.514-11  ABC I01£117111,Pll'all,19.11tAlflnItql1J11kJ1tilli1101711-TLIP1911,11,1711411t1Vill.,041r111V1  IP1t1  1 

lii1-11t1111  "11i117114kMd1164"  91.1..41  5 1A941t1t14  "oluktratillEl"  

i-51--.)1,a4u _, ,  
ill...,,,11,1 0 -yd  

,,,-,  . _  
'EltiNt19 .,  

,_ ,.  
rtilivali  

-  -  
t411n1,1  

5.1 ifigvi  ABC 1,01. i1T171111>hilkl1111rillilffilgt1ULVIEIlleibliigililltallirldUl  

5.2 1131;-VI  ABC ltil..ail7:50111:idlirll,P11±1,Lfellt491,1t101`1,i3,11t1fldllr.10014tilitiklutTLI  

1.13141filEJIAUChill..11  

5.3 f11Sv7146StY111314YI  ABC 1211,19171 WIllii1P1110Until/.115Ill'illikaVallA  

1-111111`illilt  lififilith1161.11.13glifiltIlSildfa784141  
1 2 3 4 5 
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•  
5:  fici2t914Cf.D'  c  

,.,:  

... ai  

cl.1714,f_i,7  

3j  0.11,41';f1  
.,  

.  

'Ll'iti  cl`;t1  

I F:11  

5.4 PialiNatAtAIAL'ellaTMUIJ31411  ABC 311-1Mqclfiri'lLiiffiLrinuLfluuriuti3gyi  
, ...,  

Oatil,PILAS U°1  (B/L, THC,  Seal) 
1 2 3 4 5 

. ,..  
6 ,.:119-,:i al-tig3t 1.7:n .1 -. 4,  

11.1 0.ih7lati  

'fifi-lliTo  

''IViJIIA'itl  

6.1 elltInAnu21:-Alim1s11oluil4v1  ABC  11F191;A1,119  at31:51AloitfriqQnAll,innwii  

u'it  allouviiuuriutilg-i17nuAUChAl.S1  
1 2 3 4 5 

6.2 01Elilkluflz,-Orr1  ivalLagyi  ABC ilnnsvitumeal6gonlind'itilbLifitithiritu  

riin.J314-vitviuLFluCft'Atri  

6.3 O'ItityWY11,1,9:131'17114111J11  11  ABC VIAT13.11.,V11;111a1V1,1,t)::Mqn1Vir/11191A  

1..l1nnd1R7JfltifiuuLfiouriLOgirperitauL1  Aui  
1 2 3 4 5 

6.4 wn]..ihvTIZlitlOintpkilt,11.-1J311'1711t  $131;:11  ABC 1,1,fi L-134V111t1qt11011.411]  

A901151LifitiuviiiuuriuiligvioquAtaiiAl.ri  
1 2 3 4 5  

. _  
7 1-11 -LILIJFIr-i-isn'11Ji4 5yr111.5fl  

;-....  ...  
1-.) --1 -,Iti.5  

1 

ii0.1ilvyti  
7-7,:e  

2 3 

1:ii  4F1  

trntil*  

4 

J J.,  

5 

.-  
7.1 411491.014941111/111t111q5A-Mn-111112.11iDLTRMSTa11.13g11  ABC 311!ittindqu.

.,}  
m  

llgf.JutilourimliginolutAuCialui  

7.2 nqKviniscl-itniflarIllt11.131'iVi  ABC 1.10419.11.1MMfif.11111d'ILdrall_flf.11JSIEJIJ  
A  

411113g1it161,11,167t1r1  
1 2 3 4 5 

7.3 n."-A-IJIY81A9'11A.I1,1qt.1 0:,-,11151AVI'ltivalnasOnarivolifil;ii  ABC ilAttin,j1  

1,1a1,1fitrUliln1161.11J3g1,1249E11;11411t1U1  
1 2 3 4 5 

,  
l -,.  

t'ililltil  
i..1,1,sil).1  (;)  VI - .,:,  

tl'ill  1 'Al  1  

:....,-,,s  
'''[.`0  'U M  

'LI  4.1*9  tl  

4 

fJ  

5 
8.1 tY171.fin`1711t1111g111  ABC 31qcun-nAigrA -Itila  Until]  lii  El U 61J11314"V1  itl  U I, Aldri9  

A  
Ulel  

1 2 3 

8.2 03.15InnqVITNINI:k111140:-.11911-1111111q1171 -11-114/1t111314-31  ABC IIM'r1:1  

1.11 Atiltl.ffin'jli.31flariEJLII,iltitifT111131;11WAJIAUCifil1.41  
1 2 3 4 5 

8.3 1f9b.11r -o1liluisnnskavill,iu1J  414u8gvi  ABC tY19141141-riqllibliffilUtilEJUITIJ  
...,  

1131.4-114'10 
A  

111,Stt141  
1 2 3 4 5 

9 TF159  ''-ill )114  =T1  il  Si]  tl  

1 2 3 4 5 

.--1  -  
9.1 tin-rmvalp:IntutviutwarvvoilMmtn11411  ABC floniwgrvi-ultfitru  Au&  

1131 41241EICAUC441.,r1  

9.2 1114.11  ABC ti'11415114.friVrtql'M'aULMILWalcianiCtill±VinfrjillitlifirJlitiltniefu  

illgiunuOitailLa ul  
1 2 3 4 5 

9.3 9.131:41  ABC ti134111-4VIAq(1AtULYMitaflildgigin211iittint.J1JS/MUfilni514-11  

MuLAUtI841..,ti  
1 2 3 4 5 
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''  -.!,  
61I :A5.  

ti1.111)  ;1`Al  ::  :  

4  

0.11)  Wit  

...1.p  

10.1 f117lAlliltlltlAitlatOgYi  ABC linq93,11,116:11 trratAlditantliiiritiLleii1  

1.13141,14i1ULA141:1'41.41  
2 3 4 

10.2 Iv:.-1.E.-.1,9filnliLAUChlrN131411  ABC iinryn.rnArrand-Hiltn_5tiuLTIEllieiii  

1.531-1-vnilutirktii•Atri  
2 4 

..1  
10.3 NTILIniralmsColuC4tvitvalt-liimErvalulgll  ABC illn0nd'lLrl'alintl_Riltili  

.4 .41  
eltUlgiritrinLAUL Tttlrl  

1 2 

10.4 P11511n1T6A141,7Vnt4014-11  ABC WYYY411014E1411.411'aln15114,1'1A1.1fThnnnqn  

liialiAIJI,ilt.11.161.11J3g1101E.11A141.141141  
2 3 

10.5 L31`l11  ABC 31n1SOniiitin-11:-19inn15,A141:5tilffigri9lilt  LtiltiuLi1uuriu  

.4  A  
iflgyliklquAuovalai  

2 3 4 

i--,  

11. .i paul'o,dvzliTAaA  v    
ilo,ilv  

Lit 1,q,.4  

v-;fl  11.it!i14d- 
,  

 aq•-,Ltil,-.•.  

4 

.  

5 
11.1 nlnis:-..rilvi  ti,4141tIelnlnilnisauvrwinir,iitrvillotli.toicivalv3141  ABC i<1  

PI T1945101t3T1d11:11`allrfUldit.11JA-111ligV1fiqUIA141:5A4141  

11.2 nliiff113.11MMV81-1111'dl tdATMalliiiitiri  ABC 1,11411911aildt115E1Utiltfin-TU  

4 41  
143141N1ULPULT M141  

5 

I  11.3 i'DM417(B/L,  11.111,411AVI,11.11-1.1 Val)11D1ITS.gYIABC  fimq19Jtrvit11.11nndlL9rra  

ttriEnnih116111111:"11101MAta'aU'l  
2 3 4 5 

ATI3Alcill.111151A'`ar11,111.111115111Eltilla'a/MMIX1  

111[1411i7:',11JUMT13.1491141117Cilti-1111.13111111NIIgrABC  UtillLat19,11J1E1911129,1filLIIIALMJVIIIINITIJM11.1011,111t1Y1114  

3,1111V11fr1  TV1U  1 1,91.11U0l  "1,3:11,171LAU9EillEll"  914ill  5 VIWThill  "tfialqUttiNill"  

i  2 fr)74Joi.klilryiic--ieril,lili.irvii;11  il.oilo.-1--r,i'olv.., -Eivi  AB'''  

12.1 viii.,viril'annlni3rnmalifigii  ABC 1, 14`6-1.a1J1,071  

tifAitCcf)  
'eitr1,9f1  

,,--.  [1.11)  

fi .17F1,i  

%  tl  '  

12.2 Ili1149:581119J01.414111143441.111411411111111-1J139.;.11  ABC 

12.3 11111.49:-.1"nb-n_131-nrurnTlififinlviiiiak  ABC Vitlli  

VW/Yallilstaiimiiiivaivi'arralunnorauttmmaticraril  
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Reliability Result 

a) Freight rates 

Case Processing Summary 

N ok  

Cases Valid 50 100.0 

Excluded 0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.776 4 

Item Statistics 

Mean Std. Deviation N 

RAT1  3.4400 .76024 50 

RAT2  3.3400 .74533 50 

RAT3  3.6000 .80812 50 

RAT4  3.4600 .97332 50 

Item-Total Statistics 

Cronbach's  

Scale Mean if Scale Variance if Corrected Item- Alpha if Item 

Item Deleted Item Deleted Total Correlation Deleted 

RAT1  10.4000 3.959 .664 .683 

RAT2  10.5000 3.888 .715 .660 

RAT3  10.2400 4.145 .531 .747 

RAT4  10.3800 3.832 .463 .801 



b) Customer service 

Case Processing Summary 

N  

Cases Valid 50 100.0 

Excludeda  0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.864 4 

Item Statistics 

Mean Std. Deviation N 

CUS1  3.8600 .72871 50 

CUS2  3.7400 .85261 50 

CUS3  3.7200 .80913 50 

CUS4  3.8800 .87225 50 

Item-Total Statistics 

Cronbach's  

Scale Mean if Scale Variance if Corrected Item- Alpha if Item 

Item Deleted Item Deleted Total Correlation Deleted 

CUS1  11.3400 4.841 .692 .836 

CUS2  11.4600 4.417 .683 .839 

CUS3  11.4800 4.296 .788 .795 

CUS4  11.3200 4.304 .698 .833 



c) Operation 

Case Processing Summary 

N  

Cases Valid 50 100.0 

Excluded' 0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.759 3 

Item Statistics 

Mean Std. Deviation N 

OPE1  3.5400 .76158 50 

OPE2  3.6800 .68333 50 

OPE3  3.7400 .80331 50 

Item-Total Statistics 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item- 

Total Correlation 

Cronbach's  

Alpha if Item 

Deleted 

OPE1  

OPE2  

OPE3  

7.4200 

7.2800 

7.2200 

1.759 

1.920 

1.440 

.539 

.549 

.696 

.735 

.724 

.546 



d) Reputation 

Case Processing Summary 

N %  

Cases Valid 50 100.0 

Excludeda  0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.816 3 

Item Statistics 

Mean Std. Deviation N 

REP1  3.6600 .74533 50 

REP2  3.8200 .77433 50 

REP3  3.6800 .84370 50 

Item-Total Statistics 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item- 

Total Correlation 

Cronbach's  

Alpha if Item 

Deleted 

REP1  

REP2  

REP3  

7.5000 

7.3400 

7.4800 

2.133 

2.066 

1.765 

.647 

.643 

.722 

.770 

.773 

.691 



e) Infrastructure 

Case Processing Summary 

N °A  

Cases Valid 50 100.0 

Excluded' 0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.789 3 

Item Statistics 

Mean Std. Deviation N 

INF1  3.6800 .74066 50 

INF2  3.8400 .81716 50 

INF3  3.5800 .90554 50 

Item-Total Statistics 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item- 

Total Correlation 

Cronbach's  

Alpha if Item 

Deleted 

INF1  

INF2  

INF3  

7.4200 

7.2600 

7.5200 

2.453 

2.156 

1.724 

.558 

.614 

.737 

.787 

.730 

.589 



f)  Schedule 

Case Processing Summary 

%  

Cases Valid 50 100.0 

Excluded' 0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.824 5 

Item Statistics 

Mean Std. Deviation N 

SCH1  3.8400 .79179 50 

SCH2  3.5600 .73290 50 

SCH3  3.6800 .71257 50 

SCH4  3.7600 .87037 50 

SCH5  3.6800 .74066 50 

Item-Total Statistics 

Cronbach's I 

Scale Mean if Scale Variance if Corrected Item- Alpha if Item 

Item Deleted Item Deleted Total Correlation Deleted 

SCH1  14.6800 5.896 .578 .802 

SCH2  14.9600 5.753 .698 .768 

SCH3  14.8400 6.219 .568 .804 

SCH4  14.7600 5.533 .599 .798 

SCH5  14.8400 5.811 .668 .776 

g) IT and Communication 



Case Processing Summary 

N  

Cases Valid 50 100.0 

Excludeda  0 .0 

Total 50 100.0 

a. Listwise  deletion based on all variables in the 

procedure. 

Reliability Statistics 

Cronbach's  

Alpha N of Items 

.767 3 

Item Statistics 

Mean Std. Deviation N 

ITO1  3.5800 .85928 50 

ITO2  3.4400 .83690 50 

ITO3  3.7400 .82833 50 

Item-Total Statistics 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item- 

Total Correlation 

Cronbach's  

Alpha if Item 

Deleted 

TO1  

ITO2  

ITO3  

7.1800 

7.3200 

7.0200 

2.314 

1.814 

2.347 

.496 

.814 

.519 

.802 

.429 

.774 



Multiple Regressions Result 

Hypotheses 1 

Variables Entered/Removed 

Model Variables Entered 

Variables 

Removed Method 

1 ITO, RAT, CUS,  OPE, REP, INF, SCHa  .  Enter 

a. All requested variables entered. 

Model Summary 

Model 

R 
•  

R Square 

Adjusted R 

Square 

Std. Error of the 

 Estimate 

Q2 =  Direct 

Shipper 

(Selected) 

1 .796a  .633 .597 .34072 

a. Predictors: (Constant), ITO, RAT, CUS,  OPE, REP, INF, SCH  

ANOVAb'e  

Model Sum of Squares df  Mean Square F Sig. 

1 Regression 14.235 7 2.034 17.518 .000a  

Residual 8.242 71 .116 

Total 22.478 78 

a. Predictors: (Constant), ITO, RAT, CUS,  OPE, REP, INF, SCH  

b. Dependent Variable: INT 

c. Selecting only cases for which Q2 =  Direct Shipper 
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Coefficients'b  

Unstandardized  

Coefficients 

Standardize 

d 

Coefficients 

99.0% Confidence Interval 

for B 

Lower Upper 

Model B Std. Error Beta t Sig. Bound Bound 

1 (Constant) .279 .370 .755 .453 -.699 1.258 

RAT .028 .074 .034 .372 .711 -.169 .224 

CUS  .129 .089 .137 1.454 .150 -.106 .364 

OPE -.030 .116 -.025 -.253 .801 -.338 .279 

REP .374 .115 .395 3.241 .002 .068 .679 

INF -.024 .124 -.024 -.195 .846 -.353 .305 

SCH  .400 .157 .327 2.541 .013 -.017 .817 

ITO .073 .088 .082 .834 .407 -.160 .307 

a. Dependent Variable: INT 

b. Selecting only cases for which Q2 =  Direct Shipper 

Hypotheses 2 

Variables Entered/Removed 

Model Variables Entered 

Variables 

Removed Method 

1 ITO, RAT, INF, REP, OPE, CUS,  SCHa  .  Enter 

a. All requested variables entered. 

Model Summary 

Model 

R 

R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

Q2 =  Freight 

Forwarder 

(Selected) 

1 .700a  .490 .474 .30869 

a. Predictors: (Constant), ITO, RAT, INF, REP, OPE, CUS,  SCH  
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ANOVAb'c  

Model Sum of Squares df  Mean Square F Sig. 

1 Regression 19.787 7 2.827 29.664 .000a  

Residual 20.583 216 .095 

Total 40.370 223 

a. Predictors: (Constant), ITO, RAT, INF, REP, OPE, CUS,  SCH  

b. Dependent Variable: INT 

c. Selecting only cases for which Q2 =  Freight Forwarder 

Coefficients 

Unstandardized  

Coefficients 

Standardize 

d 

Coefficients 

99.0% Confidence Interval 

for B 

Lower Upper 

Model B Std. Error Beta t Sig. Bound Bound 

1 (Constant) .662 .226 2.931 .004 .075 1.248 

RAT .095 .064 .090 1.481 .140 -.071 .260 

CUS  .074 .061 .086 1.220 .224 -.084 .233 

OPE .146 .065 .160 2.259 .025 -.022 .314 

REP .188 .071 .187 2.633 .009 .002 .373 

INF .110 .063 .117 1.758 .080 -.053 .273 

SCH  .185 .075 .188 2.480 .014 -.009 .379 

ITO .060 .061 .065 .973 .331 -.100 .220 

a. Dependent Variable: INT 

b. Selecting only cases for which Q2 =  Freight Forwarder 
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Independent Sample T Test 

Hypotheses 3 

Group Statistics 

Q2 N Mean Std. Deviation Std. Error Mean 

RAT Direct Shipper 79 3.2057 .65993 .07425 

Freight Forwarder 224 3.3694 .40522 .02708 

CUS Direct Shipper 79 3.8481 .56955 .06408 

Freight Forwarder 224 4.1105 .48902 .03267 

OPE Direct Shipper 79 3.5697 .44789 .05039 

Freight Forwarder 224 3.6530 .46654 .03117 

REP Direct Shipper 79 3.6668 .56783 .06389 

Freight Forwarder 224 3.7176 .42403 .02833 

INF Direct Shipper 79 3.5485 .53732 .06045 

.  Freight Forwarder 224 3.5269 .45143 .03016 

SCH Direct Shipper 79 3.5949 .43908 .04940 

Freight Forwarder 224 3.7080 .43184 .02885 

ITO Direct Shipper 79 3.3675 .60263 .06780 

Freight Forwarder 224 3.8158 .46009 .03074 
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